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State TRS Program Background

At the request of consumer advocacy groups, the 1989 Virginia General Assembly drafted and approved House Joint Resolution 272.  This legislative document directed the Virginia Department for the Deaf and Hard of Hearing (VDDHH) and the Virginia State Corporation Commission (SCC) to study the future of Message Relay Services, later called Telecommunications Relay Services (TRS), in the Commonwealth.  Based on our ensuing study, legislation was passed in 1990 that empowered VDDHH, with the technical assistance of the SCC, to provide and operate TRS for all text telephone users in the Commonwealth.  Twelve years and over twelve million calls later, TRS in Virginia is now known as simply Virginia Relay. 

Because there were no federal requirements or regulations concerning TRS in 1990, the original legislation established minimum service standards that prevented any limitations or restrictions that were not applicable to voice users of the telephone network.  The legislation also included minimum answer rates and provided for adequate facilities and personnel to ensure calls were relayed accurately.  With the advent of Voice Carry-Over (VCO) calls, this Code section was amended in 1992 to provide for technological advances and addition of new relay features.

This legislation also specified that all costs associated with the establishment and operations of the TRS would be funded through an assessment made by the SCC to telephone companies under their jurisdiction.  The assessment was defrayed by a surcharge on all residential and business lines in the state.  The SCC originally set this surcharge at $0.10 per line.  The surcharge increased to $0.16 in 1997 where it remains today.

Copies of the related Sections of the Code of Virginia appear as Appendix 1.

TRS Contract Status

As a result of the original legislation, a Request for Proposals (RFP) was issued by VDDHH in 1990.  A five-year contract was signed in the fall of that year with AT&T for a relay center to be established in Norton, an economically disadvantaged area of the state.  The center opened in February 1991.  This contract was later extended for two additional one-year periods.  

During this time, both the Virginia General Assembly and VDDHH recognized the advantages of operating a dedicated, in-state center in an area of the state where there had been less than 8% turnover in staff in a five-year period.  In 1996, the General Assembly passed associated budget language authorizing relay operations to remain in Norton.  As a direct result of this language, the ensuing RFP culminated in Sole Source Negotiations with AT&T.  A new five-year contract began on June 1, 1998 and is currently in effect.  A new RFP is tentatively planned for 2003.

A copy of our current contract and contract addenda appear as Exhibit A.

Operational Standards:

CA Standards, §64.604 A.1

Communications Assistants are employed by providers of TRS to relay conversations between hearing disabled, speech disabled and voice customers. A Communications Assistant (CA) is a person who transliterates or interprets conversation from text to voice and from voice to 

text between two end users of Telecommunication Relay Services.  In Virginia, the minimum required skills for employment of a CA are:

· A minimum typing speed of 60 wpm (FCC mandated requirement)

· Spelling and grammatical accuracy at a 12th grade level

· Ability to translate typed ASL to English (as measured by a CA proficiency test)

· Good pronunciation and voice intonation (speech clarity)

· Awareness of deaf community and culture (training developed by AT&T and VDDHH) 

· Spanish Language Certification (for Spanish Language CA job function only)

Virginia Relay CAs are also provided specific instruction on cross-cultural communication, customer service, conversational etiquette, ergonomics and technical development as part of their orientation and on-going training requirements.  Center managers also conduct monthly observations of CA workstation performance while a call is in progress.  In addition, CAs are required to sign an agreement requiring commitment to respect for the consumer, dedication to assistance and integrity, and demonstration of innovation and teamwork.

Copies of a CA Job Description and Commitment Statement Appear as Appendices 2 and 3 respectively.

Based on their internal testing, AT&T has recently reported to VDDHH an average Virginia Relay CA typing speed of 83.6 words per minute. Independent Relay Performance Monitoring procured by VDDHH during the months of July and August 2002 indicated an average rate of 81.3 words per minute, a slight decrease from 82.4 words per minute obtained in similar testing conducted by VDDHH in May and June of 2001.  All rates are well above the required FCC minimum standard.  

In our Relay Performance Monitoring, a New Hampshire based company was used to place a series of up to 500 test calls using different relay formats, including calls to answering machines and interactive voice menus.  Although the company developed all testing materials and criteria, the actual evaluation guidelines were based on Virginia’s contract requirements with AT&T. All conversations were scripted and individual test calls were recorded on audiocassette tape or TTY paper.  Testing also included methodology for evaluating typing accuracy, answer response rate, typing speed and other measurable general call-handling procedures specified by VDDHH.  One of the most valuable products of the testing was a spreadsheet that could be sorted by call type, CA number, answer rate, time of day, and other variables.  It served as a basis for identifying areas for improvement and associated CA training needs.  VDDHH plans to conduct future performance testing on an annual basis.

Copies of Performance Testing Summaries for 2001 and 2002 appear as Appendix 4.

Confidentiality and Context, §64.604 A.2

VDDHH and AT&T remain committed to the confidentiality of all relay conversations, regardless of content.  As a requirement of their employment, CAs accept a pledge of Confidentiality and must adhere to a strict Code of Ethics.  This code also ensures that all conversations are relayed accurately and without counsel, advice, or expression of personal opinions.  All calls are relayed verbatim, unless otherwise specified by the user.  No records are kept of any call with the exception of Speech to Speech (STS) calls, and only then, at the request of the consumer to facilitate their calls.  

In addition to these measures, Section 8.01-44.3 of the Code of Virginia prohibits the divulgence of communications by qualified interpreters or CAs.  Such divulgence is defined as a civil offense punishable by recovery of actual damages or $100 whichever is greater.   These stipulations exceed and strengthen the federal requirements for confidentiality and are not in conflict with its original intent.  

Copies of the CA Code of Ethics, Pledge of Confidentiality and Section .01-44.3 of the Code of Virginia appear as Appendices 5, 6, and 7 respectively.

Types of Relay Calls, §64.604 A.3

As previously stated, original legislation established minimum service standards in Virginia that prevented any limitations or restrictions that were not applicable to voice users of the telephone network.  Section A.5 of the Virginia Relay contract also prohibits AT&T from imposing any limits or restrictions not applicable to voice users.  A listing of relay call types is also included in the Virginia Relay contract, Attachment C.  

Currently, all AT&T relay centers provide the following types of relay calls:

TTY to Voice

Voice to TTY

Voice to Voice

Text to VCO

VCO to Text

VCO to HCO

VCO with Privacy
Hearing to Hearing

HCO to VCO

Text to HCO

HCO with Privacy
HCO to Text

Two Line VCO

Speech to Speech
Spanish to Spanish
Pay per Call (900 calls) 

In addition to the above call types, Virginia Relay provides TTY to TTY with Voice Intercept (TTVI) relay calls.  Availability of these calls was in direct response to many complaints to VDDHH from TTY users trying to reach another TTY user where a relay CA is used to access a hotel switchboard or hospital desk.  At this point, the relay call is a standard TTY to Voice call.  However, if the desk or switchboard then transfers the TTY caller to second TTY user in a hotel or hospital room, the call becomes a TTY to TTY connection.  In many states, the call is then ended by the CA citing the call is no longer a relay call.  In Virginia, the CA is simply removed from the conversation when the TTY connects to the second TTY and the two-way text conversation continues; however, the minutes are continued to be billed to the state as relay minutes since the original relay connection must be maintained.  A TTVI relay call also is used to place TTY to TTY calls using a prepaid calling card where voice intercept is required to enter a PIN or other information for connecting the call.

In direct response to residents wanting to use Virginia Relay while traveling to other states, VDDHH has allowed the out-of-state use of Virginia Relay since 1999.  Instead of dialing 7-1-1, individuals can use toll free numbers to access the Virginia center.  This portability of the service also prevents billing problems associated with wireless 7-1-1 access where a caller’s ANI may not appear as a Virginia area code.

Emergency Calls, §64.604 A.4
Each CA workstation has direct access to the National Emergency Agency Database via CSIDS, AT&T’s Call Servicing Information Delivery System.  By simply entering the area code and first three digits (NPANXX) of the caller, CSIDS displays the appropriate local Public Safety Answering Point (PSAP), and the relay call is connected by the CA.  Currently, the CA verbally provides the caller’s back number or other call details to the PSAP dispatcher.  (Note: When true caller ID is implemented at the Virginia Relay center later this year, the inbound caller’s ANI will be transmitted automatically.)  A floor supervisor is available to assist the CA with emergency calls.  In the event of a critical situation, CAs are also offered a debriefing opportunity with their supervisor after the call is completed.  Under no circumstances are emergency calls transferred to another workstation. 

Through VDDHH’s agency Outreach Program, we continue to provide education and advocacy to communities on their local responsibility to provide direct access by text telephone users to public safety answering points.  We are also careful not to promote the relay service or advertise 7-1-1 relay access as a substitute for direct dialed 9-1-1 calls.

Copies of the CA procedures for emergency calls and a flyer noting the use of 9-1-1 for emergency calls appear as Appendices 8 and 9 respectively. 
In-Call Replacement of CAs, §64.604 A.5

All Virginia Relay CAs are required to stay with a call for at least 10 minutes before an in-call CA transfer can take place.  The time for in-call replacement for Speech to Speech calls is a minimum of 15 minutes.  In either case, the CA informs both parties of the relief, with the exception of Two Line VCO where only the VCO user is notified of the relief CA.  These procedures directly reference the FCC requirement.  VDDHH and AT&T also provide CAs with separate guidelines for relief of a CA who is handling a specialist call such as Two Line VCO, VTV, VTT or Speech to Speech.  However, the in-call replacement time remains the same for these calls.

Copies of CA procedures for In-Call Replacement and Relief of a CA Handling a Specialty Call appear as Appendices 10 and 11 respectively.

CA Gender Preferences, §64.604 A.6

All Virginia Relay CAs are required to make every effort to accommodate customer requests for a male or female CA complete the call.  This same diligence is demonstrated when a CA is replaced during the call.   CAs are provided with detailed procedures of how to handle such requests and inform the caller of all related actions taken.

A copy of the Policy and Procedures for Gender Requests appears as Appendix 12.
STS Called Numbers, §64.604 A.7  

All Virginia Relay CAs are provided training and methodology for processing Speech to Speech (STS) relay calls.  STS training consists of an introduction to the history of the service, practice on methods and procedures for this call type, presentation of a video with noted STS founder and advocate Dr. Bob Segalman using listening skills that enable the CA to understand what he is saying.  CAs are then required to listen to recordings of people with different speech disabilities and practice placing STS calls. At the time this document is being prepared, all STS calls in AT&T’s network are being routed to the Virginia Relay center.

Through our VDDHH agency Outreach Program, all new STS users are strongly encouraged to set-up a confidential Relay Choice Profile (RCP) prior to placing their first call.  Recognizing the STS caller’s ANI, the RCP automatically identifies the caller as a STS user and allows them to store up to 20 frequently called numbers by party name in their profile.  Appearing as a small window on the CA screen, the RCP is convenient for both the STS caller and the CA, and facilitates the set-up of STS sequence calls.

Additional information on RCP usage and portability appears under§64.604 B.1 

Currently VDDHH includes information on STS in all materials and presentations on Virginia Relay.  In 2001, VDDHH also sponsored a well-attended STS Relay Forum at the Northern Virginia Resource Center for Deaf and Hard of Hearing Persons.  Dr. Bob Segalman was the featured speaker and Rebecca Ladew, a noted STS advocate from Baltimore, gave moving testimony to the success of the service.  VDDHH also works with the Speech and Hearing Association of Virginia (SHAV) and recently demonstrated STS relay at the 2001 SHAV statewide conference.  Over the next few months VDDHH will also work with our new relay marketing contractor to develop training materials based on the successful model currently used by Minnesota Relay. 

A copy of a recent STS informational flyer appears as Appendix 13.  

Technical Standards:

Transmission Modes, ASCII & Baudot, §64.604 B.1

Virginia Relay is capable of communications in Baudot format at a speed of 45.5, in Turbo Code at a speed of 100, and at an ASCII speed of 300-2400 words per minute.  Requirements for Baudot and ASCII appear in Section A.5, B.2 of our current TRS contract.  The requirement for Turbo Code appears in Contract Modification #2, 2000, Item 2.9.4 .  Turbo Code became available to Virginia Relay users in May 2000.

Speed of Answer, §64.604 B.2

Section A.5, B.3.a of our contract with AT&T requires that a CA must answer 85% of all incoming calls in 10 seconds.  In Section A.5, B.3.b, the contract goes on to require an additional 14% of incoming calls be answered within 60 seconds by the automated relay platform.  Contract Modification #3, Attachment “A”, designates the 85% in 10 seconds be calculated on a daily basis.  This calculation change took effect on December 18, 2000.  

The following table shows the reported speed of answer data for the past five fiscal years:

	Fiscal Year
	Answered in 10 sec.
	Speed of Answer
	Calculation Method

	1998
	92.78%
	3.28 seconds
	Monthly Average

	1999
	88.98%
	7.03 seconds
	Monthly Average

	2000
	88.98%
	7.52 seconds
	Monthly Average

	2001
	92.68%
	4.38 seconds
	Daily Average

	2002
	92.60%
	4.33 seconds
	Daily Average


Section A.5, B.4 of our contract with AT&T requires the Virginia Relay center’s platform be engineered for a P.01 grade of service, wherein no more than one call in 100 receives a busy signal or reorder.  AT&T provides VDDHH with a Call Blocking rate on a daily basis.  Reports of less than 1 in 100, the functional equivalent of the blockage rate for voice users, indicate AT&T’s full compliance with the FCC requirement for a P.01 standard. 

Equal Access to Interexchange Carriers, §64.604 B.3 

Relay user access to a preferred interexchange carrier (IXC), more commonly referred to as Carrier of Choice (COC), has improved dramatically over the past five years.  Currently Virginia Relay callers have access to the following IXCs:

AT&T

Sprint

MCI

Verizon

Qwest

VartecNa

Metromedia
Wiltel

Frontier

Cox 

LDDS Comm

Virginia Relay also provides relay callers with access to all popular “dial-around” long distance services.  In the event a requested IXC is not part of the current TRS COC platform, AT&T provides equal access through the Industry Standard COC Application Process.  VDDHH, SCC, and AT&T also provide follow-up to ensure the IXC has made the proper connections at the LEC access tandems in order to join the TRS COC platform in a timely manner.

TRS Facilities, §64.604 B.4

Section 56-484.5 of the Code of Virginia mandates twenty-four-hour-a-day, seven-day-a-week statewide access of TRS with no limitations or restrictions that are not applicable to voice users of the telephone network.   Section A.5, A.1 of our contract with AT&T also requires relay operations every day, 24 hours a day.  Section A.5, B of the contract includes language requiring an uninterruptable power source (UPS) and adequate network facilities to maintain the required P.01 grade of service. 

The Virginia Relay center is located in Norton, Virginia and receives 100% of the relay traffic originating in the state.  Currently, the Norton center also provides STS calls for all other AT&T states and a number of specialty calls for the state of Hawaii through Verizon.  In contract Modification #2, Item 3., VDDHH and AT&T agreed that service recovery procedures, where calls are transferred to another AT&T relay center, can occur only in specific situations.  These situations include the complete shutdown of the Norton center, unexpectedly high relay traffic due to severe weather conditions, national disasters, acts of God, or other unavoidable causes not attributable to AT&T’s fault or negligence. The Modification also requires AT&T to make every effort to notify VDDHH of any anticipated periods of service recovery prior to the rerouting of traffic to another state center.

Although not specifically referenced in our current contract, AT&T developed an Emergency Action (Disaster Recovery) Plan for the Norton relay center as part of their preparations for Y2K.  The plan remains in effect and is reviewed by VDDHH and AT&T on a regular basis.  

A non-proprietary copy of the AT&T Emergency Action Plan appears as Appendix 14.

Enhanced Technology, §64.604 B.5

Since 1992 when VDDHH asked our General Assembly to amend the Code of Virginia to include “technological advances” such as VCO calls, we have worked with consumers and AT&T to identify and incorporate the latest in technology and relay features for users of Virginia Relay.  Examples previously referenced in this document include Turbo Code, TTVI relay calls, and the availability of true caller ID for relay calls.  We have tentatively scheduled Video Relay Service (VRS) to begin at selected Virginia locations in calendar year 2003.  

On July 1, 2002, Virginia became the third state to offer a trial of the new CAPTEL (captioned telephone) technology.  Developed by Ultratec, CAPTEL users place a call in the same way as dialing a traditional phone.  As they dial, the CAPTEL phone automatically connects to a captioning service.  When the other party answers, the CAPTEL user hears everything that they say, just like a traditional call.  However, behind the scenes, a specially trained operator at the captioning center transcribes everything the other party says into written text, using the latest in voice recognition software.  The written text then appears on a display window built into the CAPTEL phone.  The captions appear almost simultaneously with the spoken word, allowing CAPTEL users to understand everything that is said – either by hearing it through the amplified receiver or reading it on the CAPTEL display window.  Initial feedback from our 200 CAPTEL trialists has been overwhelmingly positive.  Complete information on CAPTEL can be found on the Ultratec website, www.ultratec.com
VDDHH is also currently working with AT&T to determine the feasibility of the text-to-voice relay of messages sent on two-way alpha pagers.  Extremely popular with individuals who are deaf or hard of hearing and live in metropolitan areas, the pagers offer an effective form of portable text communication.  If the text communication were readily receivable by a CA, a standard relay call would be possible. Unfortunately, these messages cannot currently be intercepted or received by relay centers or IP relay sites since an e-mail address is required for transmitting the text.  If we are successful in establishing associated connections and call procedures, the relay of two-way alpha pager messages can serve as an effective substitute for costly portable TTY devices and cell phone services.    

Voice Mail & Interactive Menus, §64.604 B.6

Since May 2002, all Virginia Relay center CA workstations have been equipped with an AT&T proprietary play back device to capture audio messages, recordings, or interactive voice systems.   The relay user is immediately informed by a CA “hot key” that an answering machine, a pre-recorded message or a multiple choice voice menu has been encountered.  The CA is able to record the information and facilitate the relay of the information.  This same procedure can also be used with the relay of a pay-per-call (e.g. 900, 976 calls).  No records are kept of such calls as each recording is automatically obliterated when the call is terminated.  In the event a second call is required to retrieve messages or respond to menu systems, there is no additional charge to the relay user.

A copy of CA procedures for using a Play Back Device appears as Appendix 15.

Functional Standards:

Consumer Complaint Log, §64.604 C.1

VDDHH maintains an annual log of consumer complaints, inquiries, and commendations concerning Virginia Relay. All feedback from the consumers of Virginia Relay is recorded in AT&T's automated Commendation, Inquiry, Complaint System, more commonly referred to as CICS. All comments are entered into the CICS database within twenty-four hours of receipt, whether received by AT&T directly or provided through VDDHH. AT&T is then required to forward VDDHH an electronic copy of each entry within the ensuing twenty-four hour period.  The majority of CICS complaints received by AT&T are responded to and resolved by the AT&T Relay Services National Customer Care Center.  For complaints received directly by VDDHH, staff provides the response to the consumer in many cases.  A copy of the consumer’s comments is electronically forwarded to AT&T for CICS entry, appropriate documentation, and follow-up. 

Copies of all CICS entries are maintained by VDDHH and reconciled to the monthly CICS report summary provided by AT&T.  Staff immediately investigates any complaints not indicating resolution during the month in question.  Since June of 2000, any CICS entry related to an alleged violation of FCC TRS standards or of more stringent Virginia contract requirements is identified and filed separately.  This allows for a clear annual accounting of specific complaints related to FCC or state contract requirements.  These complaints are also noted in the annual submission of our FCC Complaint Log.  All CICS entries and monthly reports are retained by VDDHH for a minimum of five years.

Copies of our Annual Consumer Complaint Logs for 2001 & 2002 appear as Exhibits B & C respectively.
Contact Persons for State TRS Information, §64.604 C.2

All complaints, grievances, inquiries, suggestions and commendations for Virginia Relay should be addressed to the VDDHH TRS Administrator:

Clayton E. Bowen, Relay and Outreach Manager

Virginia Department for the Deaf and Hard of Hearing

1602 Rolling Hills Drive, Suite 203

Richmond, Virginia 23229-5012

(800) 552-7917, voice & text, in Virginia only

(804) 662-9704, voice & text

(804) 662-9718, fax

bowence@ddhh.state.va.us e-mail

Public Access to TRS Information, §64.604 C.3

The Virginia State Corporation Commission requires phone companies to publish public information on the Virginia Relay service in the front of all local telephone directories.  The directory information page also includes reference to 7-1-1 relay access and the confidentiality of calls.  In their June 1, 2000 Order #PUC000045 related to three-digit relay dialing, the SCC required associated billing inserts that described the service, the availability of 7-1-1, and the difference between 7-1-1 and 9-1-1 be disseminated by all local phone companies by August 31, 2000.  In all cases Virginia Relay is presented as a telecommunications service available and beneficial to both text-users and standard telephone users.

In addition to directory information, the VDDHH Outreach Program has provided public access to information on Virginia Relay since 1991.  Currently composed of two full-time staff and 23 contracted specialists, the statewide program provides as part of its on-going efforts relay education and training to businesses, consumer organizations, and public safety personnel.  Current VDDHH Outreach contracts require annual Relay Forums and at least one Relay workshop be conducted in each of the state’s Planning Districts.  Of the $500,000 currently budgeted for the Outreach program, approximately $50,000 is provided from the state’s TRS fund.

More recently and at the request of relay users and consumer groups, the 2001 Virginia General Assembly introduced House Bill 1846 to establish an eleven-member relay advisory group.  The primary purpose of the group was to oversee the development of a $250,000 educational and technical assistance campaign to provide public access to information on Virginia Relay.  The legislative action was withdrawn when, with the concurrence and financial support of the SCC, VDDHH agreed to form this group administratively.  In addition, we agreed to appoint members to the new group that represented the constituents and consumer groups specifically named in the legislative document.   Bylaws were drafted and adopted organizing the new group as the Virginia Relay Advisory Council (VRAC)

Membership in the new group includes representatives from the Virginia Association of the Deaf, Self Help for Hard of Hearing of Virginia, Virginia Association of Late Deafened Adults, Virginia Association of Deafblind, Speech and Hearing Association of Virginia, Virginia Centers for Independent Living, Speech Impaired relay users, VCO relay users, ASCII relay users, and Hearing relay users.  There are also three non-voting members representing AT&T, the SCC, and the VDDHH Outreach Program.   Because the members who represent constituent groups are very active in these groups between meetings of the VRAC, they are serving as an excellent source of public information to the community as well as a lucrative source of relay user feedback for VDDHH. 

With their first meeting held on November 28, 2001, the Council has worked diligently for over six months to complete a Request for Proposals for the desired campaign.  Proposals are currently under review and the new public awareness campaign is scheduled to start in October 2002.

Copies of a sample telephone bill, directory page, and billing insert language are presented together as Appendix 16.  A copy of Order # PUC000045 appears as Appendix 17.  A copy of the VRAC By-Laws appears as Appendix 18.

Rates for TRS, §64.604 C.4

Just prior to the establishment of our original relay contract, the SCC issued Order #PUC900029 ensuring relay callers would pay no greater rates (than standard telephone users) for functionally equivalent voice communication services.  In addition, the Order required a discount be provided on all intrastate long distance calls placed through the relay center.  This discount of at least 40% daytime and at least 60% evening/night/weekend/holiday time remains in effect.  This discount is referenced in Section F., Items 9 & 10 of our current contract.

A copy of Order # PUC900029 appears as Appendix 19
VDDHH and AT&T are currently considering offering all relay callers a Flat Rate long distance plan.  Based on the average long distance rate paid in Virginia less a discount, the plan would guarantee a competitive rate for casual relay callers as well as simplifying current billing procedures.  Avid relay users could use the proposed Flat Rate plan or continue a specific or individual long distance plan though their Relay Choice Profile.

Jurisdictional Separation of Costs & Method of Funding, §64.604 C.5

Costs for intrastate relay call minutes are provided by a rate surcharge authorized by the SCC in accordance with §56-484.6 of the Code of Virginia.  This surcharge appears on all residential and business lines in the state.  Costs for interstate relay call minutes are reimbursed to AT&T by the National Exchange Carrier Association, Incorporated (NECA) in accordance with the Interstate Cost Recover Plan effective July 26, 1993.  More recently, relay calls placed over the internet (IP relay calls) are also reimbursed to AT&T and other relay providers through the NECA Interstate TRS Fund.

Receipt of Complaints, §64.604 C.6  

Virginia Relay consumers can provide comments directly to AT&T or through VDDHH in a number of ways. 

AT&T receives consumer comments from:

· Communication Assistants (CA)

· Relay Center Support Desk

· AT&T Relay Customer Service Line 1-800-682-8786 (TTY) 1-800-682-8706 (Voice)

· AT&T National Relay Website  www.att.com/relay
· Consumer Correspondence

VDDHH receives comments from:

· VDDHH Toll-Free Customer Service Number  1-800-552-7917 (TTY/Voice)

· On-line Relay Consumer Input Form  www.vddhh.org
· VDDHH E-mail Address  ddhhinfo@ddhh.state.va.us
· Virginia Relay Advisory Council Members

· Regional Consumer Forums

· VDDHH Town Hall Meetings

· Contracted Outreach Staff

· Consumer Correspondence

· The Commonwealth Poll

Over the past five years, the average turnaround time for resolution of complaints has been one week or less, with the majority of complaints being resolved on the same day.  All complaints directly related to CA performance are routed to the relay center manager, who is required to meet with the individual CA within seventy-two hours of receipt of the complaint.  Additional CA training is then scheduled if appropriate. Complaints or inquires related to technical or billing issues are not subject to a specific deadline since technical research or follow-up with other entities may be necessary.  However, timely resolution of these items is still required and monitored by VDDHH.  The SCC routinely assists VDDHH with billing issues related to phone companies under their jurisdiction

If a complaint takes longer than 30 days to resolve and/or appears to address a violation of FCC standards, the VDDHH TRS Administrator handles the complaint.  The consumer is contacted for additional information and a dialog with AT&T is established.   If the complaint is not resolved within an additional 30 days, VDDHH initiates a formal Complaint to State Vendor Form.  The filing of this form involves the State’s Contract Manager and the Office of the Attorney General into the resolution process.  The form is then forwarded to AT&T with a state-mandated ten-day written response deadline.  Once a response is received, contract terms and conditions are reviewed, and, where appropriate, formal action is taken according to the Virginia Public Procurement Act and Vendor’s Manual.

If for any reason a complaint does not appear to be progressing towards timely resolution within the FCC required 180 day timeframe, VDDHH contacts the consumer and informs them of procedures for filing formal or informal complaints with the FCC.   The consumer is also provided information for contacting the Virginia Office of Protection and Advocacy for additional assistance with the filing processes outlined in §64.604 C.6.

Relay Choice Profiles & Portability of TRS Customer Information, §64.604 C.7

VDDHH and AT&T use Relay Choice Profiles (RCPs) to store customer information, and RCPs are available to all Virginia Relay users.  RCPs can be used to identify in-coming call types, designate preferred toll providers (both regional and long distance), indicate call preferences (inclusion of background noise and spelling correction), and store up to twenty frequently called numbers.  RCPs can be set-up by mailing an RCP form to VDDHH or AT&T, on-line at http://www.att.com/relay/relaycp.html , or over the phone with VDDHH or the Virginia Relay Customer Support Desk. 

Effective September 2002, Virginia Relay and AT&T will offer relay users a new type of RCP called a Multi-User Relay Choice Profile (MURCP). The new MURCP allows a customer to access his/her profile from any location, not just their home or office number.  It also allows multiple relay users in the same household to have their own private profile choices.  The customer must request their MURCP be set up through the AT&T National Customer Care Center, through VDDHH, or via the AT&T Relay Website.  Once a customer has set up a MURCP, he/she will have a private 4-digit PIN that must be provided to the CA in order to activate the profile for each relay session.  For confidentiality purposes, the CA will not have access to a PIN if the MURCP user does not provide it at the time of the call.  It will be the caller’s responsibility to retain the PIN.  

All RCP information is strictly confidential and requires only the relay caller’s phone number or PIN for identification. No customer information is sold or otherwise revealed in any manner. However, in compliance with FCC requirements, all customer information contained in an RCP is transferable to an incoming TRS vendor within the stated timeframe of 60 days.  

A copy of the on-line RCP form appears as Appendix 20.
State Certification:

Requirements for Certification, §64.605

Together with the SCC, our VRAC and AT&T, VDDHH has established and maintained a quality TRS state program that meets or exceeds all operational, technical, and functional minimum standards contained in  §64.604.  We have worked diligently to ensure that changes, improvements, and technological updates to our service are consumer driven and are not based on contract limitations, budget restrictions, or the relay industry’s status quo.  VDDHH staff members regularly attend FCC Public Meetings and offer our feedback and support for improving TRS nationwide.  We actively participate in the National Association of State Relay Administration (NASRA) and the Telecommunications Equipment Distribution Program Association (TEDPA) to obtain information and guidance on implementing and offering the latest in relay features and related assistive technology.  A VDDHH staff member also serves on the National Exchange Carriers Association (NECA) Interstate TRS Fund Advisory Council, and is the current NASRA alternate to the Consumer/Disability Telecommunications Advisory Committee (CDTAC), both excellent networking opportunities in the TRS arena.

As previously stated, VDDHH makes every effort to obtain and respond to all feedback from relay users.   We maintain and advertise our toll-free customer service number and encourage on-line comments from our customer service e-mail address.  Feedback is also obtained through our VRAC, our Outreach program, and annual Town Hall Meetings.  A staff member personally handles each complaint received by VDDHH and the associated resolution is documented.  Relay users are also notified of their option to pursue complaints with the FCC on a formal or informal basis, and we routinely refer them to the appropriate FCC website or email address.  With our state’s first Informal Complaint filed with the FCC  (DRO #3-012202) in 2001, VDDHH worked with both the consumer and the FCC to advocate for a satisfactory and timely resolution to the problem.

The current Virginia Relay Contract as well as all subsequent Modifications have been reviewed by Virginia’s Office of the Attorney General.  No evidence of conflict between federal law and any state requirement or premium relay service has been identified.  Throughout the course of this application, we have described in detail any instances where Virginia Relay exceeds the mandatory minimum standards contained in §64.604.  These instances are primarily related to state-of-the-art relay features and customized calling procedures that are available to us because we maintain a dedicated in-state center.   These premium services are also a direct result of relay user feedback and in no way violate the intent of the associated federal law.  

As previously discussed in §64.604 C.5, funding for Virginia Relay is provided through a surcharge on all business and residential lines in the state.  Currently, the associated phone bills note the surcharge as a separate line item, “Relay Center Surcharge”.  Directory information, billing inserts, and VDDHH Outreach activities have effectively and collectively promoted Virginia Relay to the citizens of the state in a positive and beneficial manner.  To date, VDDHH has not received any comments from the public that would indicate a lack of support or unwillingness to pay a surcharge for TRS.

The success and direction of the VRAC and the new public information campaign may bring substantive changes to future Virginia Relay contracts and modifications.  All such changes will be communicated to the FCC within 60 days of implementation as required in §64.605, item f.

All questions or inquiries related to this application for State Certification should be addressed to Clayton E. Bowen, Virginia Department for the Deaf and Hard of Hearing, 1602 Rolling Hills Drive, Suite 203, Richmond, Virginia 23229-5012.  Voice and text callers for Mr. Bowen dial 1-800-552-7917 or 1-804-662-9704.  His e-mail address is bowence@ddhh.state.va.us
.   

Appendix 1

Code of Virginia §§56-484.5-6
§ 56-484.4. Definitions. 

As used in this article, unless the context otherwise requires, the term: 

"Department" means the Department for the Deaf and Hard-of-Hearing. 

"Operation" means those functions reasonably and directly necessary for the provision of telecommunications relay service, including contract procurement and administration, and public education and information regarding such service. 

"Telecommunications relay service" means a facility whereby a person who has a hearing or speech disability using a text telephone and a person using a conventional telephone device can communicate with each other via telephone. 

"Telephone company" means a certificated local exchange telephone company, or any county, city or town that has obtained a certificate pursuant to § 56-265.4:4, which owns, manages, or controls any plant or equipment or any part of a plant or equipment within the Commonwealth for the conveyance of telephone messages, either directly or indirectly. 

"Voice carry over" means technology that will enable a deaf or hard-of-hearing person with good speech to use his voice, instead of the text telephone, to communicate back to the hearing person. 

(1990, c. 465; 1992, c. 549; 1996, c. 68; 2002, cc. 479, 489.) 

§ 56-484.5. Provision of service; minimum standards. 

The Department, with the assistance of the Commission, shall be responsible for the provision and operation of telecommunications relay service for all text telephones within the Commonwealth. Such service shall include at a minimum: 

1. Twenty-four-hour-a-day, seven-day-a-week statewide access with no limitations or restrictions that are not applicable to voice users of the telephone network; 

2. An answer rate that ensures that at least eighty-five percent of the incoming calls are operator-answered within twenty seconds and at least ninety-nine percent of incoming calls answered within sixty seconds; 

3. Technological advances, including the capability of voice carry over; and 

4. Adequate facilities and personnel to ensure that calls are interpreted accurately; notwithstanding this provision, unless miscommunication on a call is caused by the willful misconduct of the telecommunications relay service provider, liability of the telecommunications relay service provider shall be limited to the charges imposed on users for the call. 

(1990, c. 465; 1992, c. 549; 1996, c. 68.) 

§ 56-484.6. Funding. 

A. All costs associated with the establishment and operation of the telecommunications relay service, including but not limited to personnel costs incurred by the Department for administering the service, shall be funded through an assessment made by the Commission to telephone companies and any money transferred from the Department as provided for in subsection C of this section. The Commission shall consider market share, revenue, number of customers, and any other factors the Commission considers relevant in fairly apportioning such costs among the companies; such assessments, when appropriate, may be zero. The assessments shall be based on projected costs and special interim assessments may be made if actual costs exceed projections. No assessment shall be made and no funds shall be expended to support any activities which are not reasonably and directly necessary for the operation of the telecommunications relay service as defined herein. 

B. In order to defray the assessments referred to in subsection A of this section, the Commission shall authorize such rate surcharges as it deems reasonable. Each telephone company shall be allowed a commission, as determined by the Commission not to exceed three percent of the surcharge, to cover the costs associated with the collection of the surcharge. 

C. The Department shall transfer any funds received from the National Exchange Carrier Association, or other funding sources for purposes of operating telecommunications relay services, to the Commission for costs associated with telecommunications relay service. 

(1990, c. 465; 1992, c. 549; 1996, c. 68.) 

Appendix 2

CA Job Description

Communications Assistant Job Description

Communications Assistants are employed by providers of TRS to relay conversation between hearing disabled, speech disabled and voice customers. A Communications Assistant (CA) is a person who transliterates conversation from text to voice and from voice to text between two end users of Telecommunication Relay Services (TRS).  

Required skills for the Communications Assistant:

· Typing speed minimum requirement of 60 wpm (FCC mandated requirement)

· Spelling accuracy

· Excellent Listening skills

· Good pronunciation and voice intonation

· Customer service skills

· Awareness of deaf community and culture, knowledge of ASL helpful

· Spanish Language Certification (for Spanish Language CA job function only)

Job Functions and Responsibilities for the Communications Assistant:

· Prompt acknowledgement and response to each relay caller

· Respond to any customer requests and/or inquiries directed toward CA by the TRS user

· Relay verbatim all conversations and messages between a TTY user or a speech disabled user and a voice caller, with accuracy and efficiency

· Remain uninvolved in customer conversation, no intrusion into conversational content

· Absolute confidentiality of any customer conversation and communication – adhere to strict code of ethics

· Prepare and send accurate billing records for each completed relay call

Additional comments:

Typing estimated at approximately 40-45% of job. CA’s relay the full content, context and intent of the call to the best of their ability.  Customers control the calls, CA’s follow customer instructions for call placement.  Strong service orientation required. 

Appendix 3

CA Commitment Statement

OUR COMMON BOND

We commit to these values to guide our decisions and behavior.

RESPECT FOR INDIVIDUALS – We will treat each other with respect and dignity, valuing individual and cultural differences.  We will communicate frequently and with candor, listening to each other regardless of level or position.  Recognizing that exceptional quality begins with people, w will give individuals the authority to use their capabilities to the fullest to satisfy their customers.  Our environment will support personal growth and continuous learning for all AT&T people.

DEDICATION TO HELPING CUSTOMERS – We will truly care for each customer.  We will build enduring relationships by understanding and anticipating our customers’ needs and by serving them better each time than the time before.  AT&T customers can count on us to consistently deliver superior products and services that help them achieve their personal or business goals.

HIGHEST STANDARDS OF INTEGRITY – We will be honest and ethical in all our business dealings, starting with how we treat each other.  We will keep our promises and admit our mistakes.  Our personal conduct will ensure that AT&T’s name is always worthy of trust.

INNOVATION – We will believe innovation is the engine that will keep us vital and growing.  Our culture will embrace creativity, seek different perspectives and risk pursuing new opportunities.  We will create and rapidly convert technology into products and services, constantly searching for new ways to make technology more useful to customers.

TEAMWORK – We will encourage and reward both individual and team achievements.  We will freely join with colleagues across organizational boundaries to advance the interest of customers and shareowners.  Our team spirit will extend to being responsible and caring partners in the communities where we live and work.

By living these values, AT&T will achieve a standard of excellence worldwide that will reward our shareholders, our customers, and all AT&T people.

_______________________________

__________________________



     Signature




    Name (Print)

_______________________________

__________________________



      Manager





Date

AT&T PROPRIETARY – Use Pursuant to Company Instructions

April 2002
Appendix 4

Relay Performance Monitoring Summaries

Performance Testing Summaries

Virginia Relay
For the Period May – June 2001

	Criteria Measured
	Results

	Number of Calls Evaluated
	256

	Number of Communication Assistants Surveyed
	93

	Overall Typing Accuracy
	83.8%   

	Overall Typing Speed
	82.4 wpm

	Percent of Calls Relayed Verbatim
	67.2%

	Percent of Calls with Garbling
	17.2%


For the Period July – August 2002

	Criteria Measured
	Results

	Number of Calls Evaluated
	400

	Number of Communication Assistants Surveyed
	100

	Overall Typing Accuracy
	89.4%   

	Overall Typing Speed
	81.3 wpm

	Percent of Calls Relayed Verbatim
	93.5%

	Percent of Calls with Garbling
	8.3%


Appendix 5

CA Code of Ethics

COMMUNICATIONS ASSISTANTS 

CODE OF ETHICS

1. Communications Assistants will keep all call information strictly confidential.  The only exception to this is if a call has to be transferred to another CA or the In-Charge Desk.

2. Communications Assistants must never give out telephone numbers.

3. Communications Assistants must never give out information about themselves except their gender and CA number.

4. Communications Assistants will convey the content and spirit of the speaker.

5. Communications Assistants will not counsel, advise, nor express personal opinions except about the tone of voice of the voice person.

6. Communications Assistants, as employees of AT&T, will strive to maintain high professional standards in compliance with the Code of Ethics and AT&T’s Code of Conduct.

I have read and understand each of the Codes and I hereby Pledge to Abide and uphold the Code of Ethics.

__________________________________

                       Signature

__________________________________



      Name

__________________________________



      Date

__________________________________


      Resource Manager

AT&T PROPRIETARY – Use Pursuant to Company Instructions

April 2002

Appendix 6

CA Pledge of Confidentiality

PLEDGE OF CONFIDENTIALITY

I, the undersigned Communications Assistant for the Virginia Relay Service, do hereby recognize the serious and confidential nature of the position and therefore promise in all good faith and conscience to abide by the following guidelines:

1. Under no circumstances will I disclose to any individual the identity of any caller or information I may learn about a caller while relaying his/her messages.

2. Under no circumstances will I act upon any information I may learn while relaying.

3. Under no circumstances will I disclose to anyone the names, schedules, or personal information of any fellow Communications Assistants or supervisor working here at the Virginia Relay Center.

4. I will share upon request any information about a caller with persons who have a supervisory function over my work.

5. In the event of my resignation or termination of my employment, I will continue to hold in strictest confidence all information related to the work I have performed as a Virginia Relay Service Communications Assistant.

__________________________






             Signature

__________________________________



      Name

__________________________________



      Date

AT&T PROPRIETARY – Use Pursuant to Company Instructions

April 2002

Appendix 7

Code of Virginia §8.01-44.3
§ 8.01-44.3. Divulgence of communications by qualified interpreters and communications assistants. 

If the content of any communication which is facilitated for compensation in the professional capacity of a qualified interpreter, as defined in § 51.5-113, or in the professional capacity of any communications assistant employed by the statewide dual party relay service established under Article 5 (§ 56-484.4 et seq.) of Chapter 15 of Title 56, is divulged by such interpreter or assistant, any such party to the communication aggrieved by such divulgence may recover from such interpreter or assistant the greater of (i) actual damages sustained, together with costs and reasonable attorneys' fees, or (ii) $100. No such recovery shall be permitted if the interpreter or assistant and the parties to the communication have agreed that the interpreter or assistant may divulge the content of the communication. 

(1992, c. 614.) 

Appendix 8

Emergency Calls
Emergency Calls

Definition:  A request for an authorized emergency agency such as police, fire department, ambulance/paramedics, poison control, etc.  Crisis lines are not considered emergency agencies. Don’t delay calls to authorized agencies. Do whatever needs to be done to render emergency services. 

	Key Steps:
	
	Notes:

	1. Caller requests 911 or indicates “this is an emergency”

2. Type: “police, fire or ambulance q ga”

3. Press F5 (info key) to access CSIDS

4. Press E for emergency file

5. Enter NPANXX (area code and first three numbers) of BACK # and press Shift+Continue (ENTER)

6. Press the letter that corresponds with the correct city/town (press CTRL 5 for additional options)

7. If more than one listing, ask caller for what city or town

8. Press CTRL+B and enter number for emergency agency in FWD field on billing record

9. Press Dial & Mode 2 and announce call by saying: “This is the Virginia relay, OPR # with a request for the [agency], the caller is on the line now ga”.  Begin relaying


	
	· Establish connection to emergency agency as quickly as possible

· Comply with emergency dispatcher’s request including providing caller’s back number or other call details in order to render services as quickly as possible (this is only exception to policy of revealing customer’s number)

· If CSIDS is not available or emergency listing is incorrect or not listed, you will need to reach directory assistance for caller’s area to obtain listing  (see suggested phrase below)

· If caller hangs up before emergency agency is reached, you should still process call and pass call details. Inform dispatcher that caller has hung up.

· If dispatcher provides a TTY number to dial, DNIS switch call to OSD (upon request), join call but do not float 

	
	
	· 

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	Phrases:
	
	Reminders:

	When reaching directory assistance for emergency listing, say:

“This is the Virginia relay, OPR #, with an emergency call request for [agency] for [city/town]. I am not calling from that area.”
	
	· If you feel you need assistance with the call ask CRC to come to your position

· You must stay with the call – do not transfer. Use manual relief procedures if necessary

	
	
	· 

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Appendix 9

7-1-1 Flyer and Use of 9-1-1

Electronic Copy Not Available

Appendix 10

In-Call Replacement of CA

In Call Replacement

Definition: Guidelines for transferring ARS calls that are in progress to a relief OPR in accordance with FCC requirements.
	Guidelines:
	
	Guidelines:

	FCC Requirement:  An OPR answering and placing an ARS call must stay with that call for at least 10 minutes before an in-call OPR transfer can take place.  Speech To Speech In Call Replacement time is 15 minutes.

· FCC amended former guidelines to minimize disruption during relay calls by establishing a minimum time that an OPR must stay with a call

· FCC sought to reduce potential disruption and make ARS calls more functionally equivalent to Voice telephone calls

· In Call Replacement time will run concurrent with the relay call, which means it is 10 or 15 minutes of billable time

· Once the forward number is answered, the OPR must stay with the call for the required In Call Replacement time  (10 or 15 minutes)

· In Call Replacement time is required any time the OPR is scheduled to log off  (i.e. break/lunch/end of tour/development session/etc…)

· After you have fulfilled the In Call Replacement time, transfer the call in the usual way


	
	· If OPR receives a call at their scheduled log off time and they have not dialed out to the forward number, the call can be transferred to a relief OPR

· If OPR reaches an answering machine/Interactive recording requiring use of the PBD the OPR will stay with the call for 10 minutes of billable time to avoid disruption of call or a manual relief

· An OPR can press SHIFT+BUSY one minute before their scheduled log off time

· The OPR will take their full break or lunch time after they have transferred the call

· The OPR will be compensated for time worked over their scheduled end of tour



	
	
	· 

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	Phrases:
	
	MV Attributes:

	(None)


	
	(None)

	
	
	· 

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Appendix 11

Relief of CA, Specialty Calls
Physical/Manual Relief

Definition: Physically relieving another OPR who is handling a specialty call such as Two Line VCO, VTV, VTT or Speech To Speech.
	Key Steps:
	
	Notes:

	OPR is scheduled to log off in the next 15 minutes and has not yet dialed to the forward number:

1. Press ALT+T or say “thank you one moment please”
2. Call CRC/Support desk and inform them that you have a [specialty type] call and will need a manual relief 

3. Continue to process the call until the In Call Replacement time has been fulfilled

4. When relief OPR is available and at the first appropriate time, log off and unplug headset

5. Relief OPR will plug in at position and log in

6. Relief OPR should inform both customers of the relief, with the exception of a Two Line VCO call where only the VCO user is notified of OPR relief

7. Relief OPR will continue to process the call in the usual way

OPR is scheduled to log off in the next 5 minutes and is already processing a specialty call:

1. Ask an OPR near you to call CRC/Support desk and inform them that you have a [specialty type] call and will need a manual relief

2. Continue with steps 3-7 above
	
	· Do not call CRC/Support desk while a specialty call is in progress

· Do not use Dial & Mode 3 for a relief OPR while a specialty call is in progress

· Continue with call processing until the relief OPR arrives at the position and until it is an appropriate point of transfer

· In Call Replacement time must be fulfilled as stated below before the relief OPR takes over the call

· Make the transition as quickly and efficiently as possible so that the conversation is not interrupted



	
	
	· 

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	In Call Replacement Time:
	
	MV Attributes:

	10 minutes

· Two Line VCO, VCO To VCO (VTV), VCO To TTY (VTT)

15 minutes

· Speech To Speech

	
	OPR…

· Handles call quickly/efficiently

· Transparent during conversation

· Informs (relief) OPR # and OPR gender

	
	
	· 

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Appendix 12

CA Gender Requests

Gender Requests

Definition: A customer may prefer to have a male or female OPR complete a call and will make the request at the beginning of the call. We always do our best to accommodate these requests but due to FCC regulations we must also care for these requests when a call needs to be transferred.

	 Key Steps: 
	
	Key Steps: 

	1. As always, comply with your customer’s request for a OPR of a specific gender to the best of your ability

2. If you are the gender requested: complete call in the 

     usual way

3. If you are not the gender requested: advise your customer          you will check to see if there are any male/female OPRs available

4. Say or type: “Please hold while I check to see if a male/female OPR is available”
5. Press Dial & Mode 3, select Support Desk and press enter

6. Follow the Incharge’s instructions for transferring the call

7. Requested OPR is available: say or type: “Thank you for holding. We are able to accommodate your request. I am transferring your call now. One moment please.”
8. Requested OPR is not available: If the Incharge advises you there are no male/female OPRs available say or type: “Thank you for holding. I’m sorry, at this time we do not have a male/female OPR available for your call. I would be happy to complete your call for you now, or you may want to try your call later.”
9. Be guided by your customer’s response. If the customer requires further assistance, courteously advise the customer you will transfer the call to your supervisor. 
	
	· OPRs must now reinitiate attempts to secure requested OPR gender PRIOR to transferring a call

· Follow the procedures outlined to fulfill the customer’s request

· You may need to advise your customer, that made the request, of your efforts at an appropriate point in the relay conversation: “OPR here. I need to transfer your call to another OPR. Would you like for me to check the availability of another male/female (m/f) OPR, or would you like to continue the call now with any available OPR? There may be a delay while I check availability for you this second time.”
· If you are unable to accommodate the customer’s request at the transfer point, advise as follows: “Thank you for holding. I’m sorry, at this time we do not have a m/f OPR available for your call. Would you like to continue your call with an available (ie: non choice gender) OPR?”
· If the customer wishes to continue with any OPR, transfer the call in the usual way

· If your customer asks for further assistance, please transfer the customer to the Support Desk, informing the Incharge of efforts you made so they may assist the customer further

	
	
	· 

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	Notes:

	Reminder: 

Always keep the customer informed. Advise the customer of your actions if kept on hold. 
	
	· You may want to make a note in the Scratch Pad of the customer’s OPR gender request

	
	
	· 

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Appendix 13

STS Informational Flyer 

Not Available for Electronic Version

Appendix 14

AT&T Emergency Action Plan

Electronic Copy Not Available

Appendix 15

CA Procedures for Play Back Device

Electronic Copy Not Available

Appendix 16

Sample Phone Bill, Directory Page and Billing Insert Language

Electronic Copy Not Available

Appendix 17

Virginia SCC Order #PUC000045

Electronic Copy Not Available

Appendix 18

VRAC Bylaws

VIRGINIA RELAY ADVISORY COUNCIL

BY-LAWS

ARTICLE I – NAME 


The name of this body shall be known as the Virginia Relay Advisory Council, hereinafter, referred to as “Council”. 

ARTICLE II – AUTHORITY


The Director of the Virginia Department for the Deaf and Hard of Hearing, hereinafter, referred to as “Department”, in agreement with the State Corporation Commission (“SCC”) established the Council to initially focus on the administration of a statewide education and technical assistance program for the relay service.  The Council will also focus on relay consumer needs, advise and make recommendations to the Department and transmit information from the Council, the Department, the SCC and the contractor to the consumers.  The establishment of the Council is in response to Virginia Relay consumers who sought passage of legislation to establish an advisory group for this critical telecommunications service. 


The Department worked with the Secretary of Health and Human Resources, legislators, and a roundtable of consumers to establish the Council.  The SCC agreed to fund the relay outreach program and Council expenses from monies collected through the relay surcharge.    

ARTICLE III – PURPOSE


The purpose of the Council shall be to initially focus on the administration of a statewide education and technical assistance program for the relay service.  The Council will function as a user group providing guidance in such areas as public relations, marketing, education, outreach and needs for consumers of the Virginia Relay service. 


The Council’s duties and responsibilities shall also include: 

· Ensuring through research and practical experience that Virginia Relay is meeting the needs of its users;

· Collecting feedback from consumers to be shared with the Department, the SCC and the contractor;

· Providing advice on meeting the requirements for functional equivalence required by federal law;

· Assisting in transmitting information from the administering agencies and contractor to consumers;

· Providing access to consumers and other interested parties through meetings held in various regions of the Commonwealth as determined by the Advisory Council;

· Providing other assistance to the Department as requested. 

ARTICLE IV – MEMBERSHIP


Section 1.  Membership.  The Council shall be comprised of eleven voting members and three non-voting members.

A.
Voting Membership.  The voting Council membership shall consist of eleven (11) members, representing the various regions of the Commonwealth, as follows:

1. One Member from a statewide consumer organization of deaf individuals, Virginia Association for the Deaf (VAD);

2. One Member from a statewide consumer organization of hard-of-hearing individuals, Self Help for Hard of Hearing (SHHH);

3. One Member from a statewide organization of late-deafened individuals, Virginia Association for Late Deafened Adults (ALDA);

4. One Member with a physical or sensory disability from a statewide organization from a statewide organization, Virginia Centers for Independent Living (VCIL); 

5. One Member from a consumer organization of speech-impaired individuals, Speech & Hearing Association of Virginia (SHAV); 

6. One Member from a consumer organization of deaf-blind individuals, Virginia Association for the Deaf-Blind (VADB);

7. Two Hearing individuals that use Virginia Relay; 

8. One Voice Carryover Virginia Relay user; 

9. One Speech to Speech Virginia Relay user;  

                      10.   One ASCII Virginia Relay user. 

B. Non-voting Membership.  The non-voting Council membership shall consist of three (3) members as follows:

1. One member to represent the Department;

2. One member to represent the SCC; 

3. One member to represent the contractor, AT&T.

C. Ex-Officio Membership.  The ex-officio Council membership shall consist of two (2) members as follows:

1. Director – VDDHH

2.   Council Liaison to the Department 

D. Selection of Members.  Potential members of the Council shall be nominated and referred to the Department by the organizations they are to represent. The Department will name the member from the nominees and appoint the member to represent the organization.  The Department will also name and appoint the four specified relay consumer members as well as the non-voting members.

E. Qualifications of Members.  Members shall have professional or technical expertise sufficient to enable them to be conversant with the responsibilities of the Council. 

F. Terms.  The term for appointed members of the Council shall be three years except for the initial appointments, which shall be staggered and a drawing will be held to decide which members will serve in the following manner: 

1. Three members shall serve for one year;

2. Four members shall serve two years; 

3. Four members shall serve four years. 

At the completion of his/her term, a member of the Council shall continue to serve until a successor is appointed.  Council members may serve no more than two full consecutive terms, except that a person appointed to fill a vacancy may subsequently serve two (2) full three-year terms. 

G. Vacancies.  Any vacancies created by resignation or other means shall be filled to meet the same qualifications and selection manner as the original position and the person appointed to fill the position shall serve for the unexpired term. 

H. Removal of Member.  The Council, with agreement from the Director, may remove a member of the Council for incompetence, neglect or malfeasance.

I. Member Attendance.  A member’s attendance is expected at all meetings.  A Council member who determines that he/she will not be able to attend a meeting shall inform the Council Chairperson and Council Liaison prior to the meeting.  

J. Resignation or Removal of Membership.  A Council member may be considered unable to continue serving on Council and is requested to tender his/her resignation to the Council Chairperson and Council Liaison when: 

1. The member fails to attend three (3) consecutive meetings. 

2. The member fails to attend (5) meetings during his/her term. 

3. The member’s personal and professional obligations no longer permit him/her to attend meetings.  

K. Notification of Absence and Attendance of Substitute.  A member who is unable to attend a meeting and has offered notification of such intent to be absent to the Chairperson and the Council Liaison, may designate a substitute to attend the meeting in their behalf.  The name of the designated substitute should be given to the Chairperson and the Council Liaison prior to the meeting.  The designated substitute shall have all rights of the member at the meeting.  Members represented by designated substitute shall be considered attending for purposes of Article, Section 1, J.   

L. Authority of Individual Members:  No member of the Council shall at any time act or purport to act in behalf of or in the name of the Department or the Council without prior authority from the Council and/ or the Department.  

M.
Compensation and expenses: The members of the Council shall receive no compensation, but shall be paid their necessary travel expenses incurred in the performance of their official duties.   Payment of expenses is the responsibility of the Department who uses established state government rates and procedures for such.  All remuneration is subject to review and approval of the Department.  

ARTICLE V – ORGANIZATION


Section 1.  Officers of the Council. Officers of the Council shall be a Chairperson and a Vice-Chairperson.


Section 2.  Selection of Officers.  

A. Chairperson.  The Chairperson shall be elected by the Council from among its voting membership.  The Chairperson shall serve for a two-year term.  The incumbent shall be eligible for re-election. 

B. Vice-Chairperson.  The Vice-Chairperson shall be elected by the Board from among its membership.  She/he shall serve for a two-year term.  The Vice-Chairperson shall also be eligible for re-election. 

C. Elections.  Elections shall be held in odd numbered years in the month of November with the term of office beginning immediately. 

Section 3.  Vacancies.

A.
Resignation of Chairperson or Vice-Chairperson.  Should the Vice-Chairperson wish to resign prior to the completion of his/her term, he/she shall submit a letter of resignation to the Chairperson and Council Liaison.  Should the Chairperson wish to resign prior to completion of his/her term, he/she shall submit a letter of resignation to the Vice-Chairperson and the Council Liaison. 

B.
Chairperson Vacancy.  In the case of the Chair being vacant, the Vice-Chairperson shall serve as the temporary Chairperson until the next Board meeting, at which time a new election shall be held to fulfill the remainder of the original term.
Section 4.  Duties of Officers. 
A. Chairperson.  The Chairperson shall preside at all meetings of the Council, shall be a member ex-officio of all standing committees, and shall perform such other duties as may be imposed by action of the Council or as set forth in other sections of these regulations.  He/she will serve as spokesperson for the Council between meetings.  The Chairperson will sign documents in the name of the Council as required.  The Chairperson will also officially represent the Council as necessary or designate an alternate to do so.  

B. Vice-Chairperson.  The Vice-Chairperson shall serve in the absence of the Chairperson of the Council and perform such other duties as may be imposed by action of the Council or as set forth in other sections of these regulations.  

Section 5.  Committees.  
A.
Committees.  Special Committees or work groups shall be appointed by the Chairperson whenever the Council deems them necessary.  Members of these committees shall consist of voting and non-voting members, with the chair of the committee always being a voting member of the Council.  A special committee shall be restricted to its assigned task, shall report its recommendations to the Council, and shall be dissolved when its report is complete and accepted by the Council.  

ARTICLE VI - DUTIES AND RESPONSIBILITIES 


It is the responsibility of members of the Council to:

A.       Act in an advisory capacity to the Department regarding the administration of a       

            statewide education and technical assistance program for the relay service.

B.       Review and recommend marketing, public information, educational, awareness   

and outreach programs to inform more citizens of the Commonwealth on relay services.

C.      Review the expenditures of funds for the program.

D.
Act in an advisory capacity to the Department regarding the needs of relay users  

            through research and feedback from consumers.  

E. 
Provide advice on functional equivalence required by federal law

F.       Assist in the transmitting of information from the Council, the Department, the    

SCC and the contractor to the consumers

G.       Provide access to consumers and other interested parties through meetings held in  

            various regions of the Commonwealth as determined by the Council

H.
Perform any other duties necessary to properly advise the Department as to the administration of the program. 

ARTICLE VII – MEETINGS


Section 1.  Regular Meetings.  The Board shall meet at the call of the Chairperson not less than four times per year.  The time and place of a regular meeting may be changed provided notification is given to members not less than fourteen days in advance.  The regular meeting minutes shall be provided to all members no less than thirty (30) days prior to the next scheduled meeting.  


Section 2.  Special Meetings.  Special meetings may be called by the Chairperson or by written request of any five voting members of the Council.  Notice to all members stating the time, place, and purpose of any special meeting shall be provided as early as possible, but not less than seven days prior to the meeting.  Matters considered in any special meeting shall be limited to the purpose created.  The minutes of the special meeting shall be provided to all members within thirty (30) days of the conclusion of that special meeting.  


Section 3.  Agenda.  

A.
Council members shall send proposed agenda items to the Council Liaison fifteen (15) days prior to a scheduled meeting. The Chairperson and the Council Liaison shall then determine a proposed agenda.  The Chairperson and/or the Council Liaison shall provide copies of the tentative agenda and copies of reports and other materials to be acted upon to each Council member at least ten (10) days prior to the meeting.

B.      Additional items may be placed on the agenda if approved by a majority of voting         

           members present, during the acceptance of the proposed agenda at the beginning  

           of each meeting.

C.
Copies of the agenda shall be available at each meeting for the public.   

Section 4.  Quorum.  Six voting Council members shall constitute a quorum for the transaction of business.


Section 5.  Voting. All action taken by the Council shall require a majority vote of the Council members present.  Only the voting member or their designated substitute, identified prior to the meeting, shall have the right to vote.  Consumers representing consumer groups that are not voting members have no voting rights. 


Section 6.  Meeting to be Public.  All regular and special meetings of the Council shall be open to the public.  All meetings shall be held in facilities, which are accessible and free of barriers to participation, by individuals with disabilities.  Sign language interpreters and Computer Assisted Real Time (CART) will be provided at all meetings.  Any other accommodations required by Council members or the public with disabilities, for participation in meetings, must be requested four (4) weeks in advance and shall be provided to the Council Liaison representative.


Section 7.  Citizen Participation:  

A. Individuals or representatives of groups may speak on agenda topics at the beginning of each meeting provided they have notified the Chairperson of their desire to do so prior to the meeting being called to order.  Such individuals or group representatives will be allotted up to ten minutes to present their information to the Council.  The Council may, by majority vote, extend such time limit, as it deems appropriate.

B. After the Council has dispensed with items on the agenda, members of the public will be permitted ten minutes to speak on non-agenda matters.  The Council may, by majority vote, extend or further limit time on such appearance if it deems appropriate.

C.  
Except in emergencies, the Council shall not attempt to decide upon any question before examining and evaluating the information any person requests the Council to consider.  A Committee of the Council shall be given an opportunity to examine and to evaluate all such information and to recommend action before the Council makes a decision.         


Section 8.  Recordings of Meetings.  The Executive Secretary of the Department shall attend all meetings and be responsible for recording attendance at and proceedings of all actions of the Council meetings.  Typed minutes of each meeting shall be signed by the Chairperson and the Director or the Executive Secretary taking minutes and shall be maintained as public record in the custody of the Director.  These meetings shall be sent to each Council member and approved at the next Council meeting.  


Section 9. Adjourned Meetings.  Adjourned meetings may be held as the business or the Council requires.  At the time of adjournment, the time, date, and the place of the continuation of the meeting or next meeting shall be determined and announced. 

 
Section10.  Parliamentary Authority.  Meetings shall be conducted in accordance with Robert’s Rule of Order, Revised Edition except as otherwise provided herein.

ARTICLE – VIII REPORTING


The Council shall at anytime and at its discretion make and submit to the Director a report of its findings and recommendations. 





ARTICLE – IX PUBLIC NOTICE 


Timely notice, two (2) months in advance, of all Council meetings shall be disseminated to the public statewide through the Commonwealth calendar. 
ARTICLE – X AMENDMENTS


These by-laws may be amended at any meeting by a majority vote of members present, provided that the proposed amendment has been provided to the membership at least fifteen (15) days prior to the meeting.  The fifteen (15) days notice may be waived by unanimous consent of members present at a meeting.

ARTICLE XI – TERMINATION


The Council shall continue its function and duties until terminated by the Department.  

Appendix 19

Virginia SCC Order #PUC900029

Electronic Copy Not Available

Appendix 20

On-Line Relay Choice Profile

Electronic Copy Not Available

EXHIBITS

Contract #VA-980501-AT&T with Modifications

Annual Log Summary of Consumer Complaints Concerning TRS 

June 1, 2000 – May 31, 2001

Annual Log Summary of Consumer Complaints Concerning TRS 

June 1, 2001  – May 31, 2002
Electronic Copies Not Available
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September 19, 2002





Section 56-484.5 of the Code of Virginia designates the Virginia Department for the Deaf and Hard of Hearing (VDDHH) as the oversight agency for telecommunications relay services within our great Commonwealth.  As Director of VDDHH, I am pleased to submit our application for renewal of state certification for our telecommunications relay service program, better known as Virginia Relay.





With the assistance of the Virginia State Corporation Commission and AT&T, Virginia Relay was established in 1991 as a dedicated, in-state relay center.  Almost twelve years later, our service has grown to completing over 1.5 million calls annually, making Virginia Relay the twelfth busiest relay center in the nation. During this time, VDDHH has worked diligently to ensure that the highest quality of relay services have been provided to our citizens.  Our efforts include independent Quality Assurance Testing, the establishment of the Virginia Relay Advisory Council, and the incorporation of the latest in relay technology and features.  





Virginia Relay became the first center in the nation to offer TTY to TTY with Voice Intercept calls for our customers.  We were the first center to pilot up-front voice automation, automatic launching of customer calls, and two-line VCO.  Recently we became the third state to offer the a trial of the new CAPTEL relay service, and we plan to implement true caller ID in the coming weeks.  We are currently working with our center staff to develop procedures to accept two-way pager messaging for text relay users.





We appreciate the support of the FCC’s Consumers and Governmental Affairs Bureau and the guidance of the Disability Rights Office in making Virginia Relay a success.  All questions concerning this application should be directed to VDDHH staff member Clayton E. Bowen at � HYPERLINK mailto:bowence@ddhh.state.va.us ��bowence@ddhh.state.va.us� or at (804) 662-9704, voice/text.





Sincerely,


�


Ronald L. Lanier
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